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– CASE: COSFIM 
The goal for this thesis is to evaluate the status of the current internal communication in a small 
business Cosfim OY. The company is an agent to a global enterprise with multiple agents on 
different continents. The objective is to make a survey based on relevant theories. The final goal 
is to present the results and the thesis for the company as an example of how to evaluate 
internal communication. 
The theoretical part discusses the everyday internal communication in the company between 
staff and management. The first part deals with the basics of communication. The second part 
handles basics of internal communication and management’s role in internal communication. As 
the final part of theory covers how internal communication could be evaluated and improved. 
The goal of the empirical part was to evaluate the status of everyday internal communication at 
the company. The research method in this thesis was quantitative. Quantitative research 
method was selected for the study, as it tries to get information about people’s ideas and 
experiences. Inquiry was done for 11 members and all of them responded. Tables were made 
to present results and they were analysed based on the relevant theory in this thesis. The 
survey was made as an assignment to Cosfim. 
Based on the results, the status of the internal communication is fairly good. However, there is 
room for improvement in general. The results brought up a few areas which should be 
improved. Management should consider doing individual feedback sessions on regular basis, 
which would give opportunity to give and receive feedback. Management should consider how 
to inform better about coming changes, visits at the company and the status of the company. 
Based on the results company continues to develop its internal communication with the 
resources available. 
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SISÄISEN VIESTINNÄN KEHITTÄMINEN – CASE: 
COSFIM 
Tämän opinnäytetyön tavoitteena on arvioida sisäisen viestinnän tilaa pienessä yrityksessä 
Cosfim OY. Yritys toimii agenttina isolle maailmanlaajuiselle yritykselle, jolla on monta agenttia 
eri maanosassa. Tavoitteena oli tehdä kysely tässä työssä esiteltyjen teorioiden perusteella. 
Lopullisena tavoitteena on esittää tulokset ja opinnäytetyön yritykselle esimerkkinä siitä miten 
sisäisen viestinnän tilaa voidaan arvioida. 
Teorian osuus on rajattu osiin jokapäiväiseen sisäisen viestintään yrityksen henkilökunnan ja 
johdon välillä. Ensimmäinen teorian osa käsittelee viestinnän perusteita ja toinen osa kuvaa 
erityisesti yrityksen johdon roolin sisäisessä viestinnässä. Teorian viimeinen osa antaa 
ehdotuksia miten sisäistä viestintä voidaan arvioida ja parantaa. 
Empiirisen osan tavoitteena oli arvioida sisäisen viestinnän tilaa yrityksessä. Tässä 
tutkimuksessa käytettiin kvantitatiivista tutkimusmenetelmä. Kvantitatiivinen tutkimusmenetelmä 
valittiin tutkimukselle, sille se pyrkii saamaan tietoa ihmisten ideoista ja kokemuksista. Kysely 
tehtiin 11 henkilölle ja kaikki vastasivat kyselyyn. Kyselyn tulokset esitetään taulukoilla ja ne 
arvioitiin työssä esitetyn teorian perusteella. Tutkimus tehtiin toimeksiantona Cosfim:lle. 
Vastausten perusteella sisäisen viestinnän tilaa on melko hyvä yrityksessä. Kuitenkin 
parannettava on yleisesti. Tuloksista ilmenee muutama alue joita tulisi parantaa. Johdon tulisi 
harkita henkilökohtaisten palautekeskustelujen järjestämistä säännöllisesti, jotka antaisivat 
mahdollisuuden palautteen antamiselle ja saamiselle. Johdon tulisi harkita miten voisi paremmin 
tiedottaa tulevista muutoksista, vierailuista yrityksestä ja yrityksen tilasta. Tulosten perusteella 
yritys jatkaa oman sisäisen viestinnän kehittämistä saatavilla olevilla resursseilla. 
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1 INTRODUCTION 
This thesis discusses the status of the internal communication at a small busi-
ness. Cosfim OY represents another global enterprise as an agent in the Baltic 
region. The business sector is in logistics. Internal communication is not specifi-
cally part of organizational structure in this company. Responsibility for flow of 
information and for fluent communication is divided between the management. 
No written plans to improve internal communication exist at the moment, and no 
study has been conducted so far to evaluate the status of internal communica-
tion in the company. 
It is generally known that internal communication is an important part of any 
working organization or company. Efficient, working communication inside any 
organization is a basis to a successful business. 
The theory focuses on everyday communication between all staff members in 
the working community. The goal is to set up inquiry for Cosfim. After study the 
results could be used as a source for further surveys or as a reference for inter-
nal communication. The theory is introduced in three parts. First part covers 
basics of communication. The Second part deals with internal communication 
and the final part covers how internal communication could be evaluated and 
improved. As a reference and theoretical framework this thesis is based on 
Juholin (2010), Juholin (2006) and Åberg (2000). 
The research method in this thesis is quantitative. The study question is: what is 
the status of internal communication in the company? The objective of the in-
quiry is to evaluate the status of the internal communication. Answers are re-
viewed and final assessment indicates how the staff feels about the current sta-
tus of the internal communication at the company for the moment. Basic ques-
tions are: what areas should be improved or which areas are on a good level. 
This thesis could be used as an example for how to evaluate the status of the 
internal communication. 
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2 THE BASIC CONCEPTS OF COMMUNICATION 
2.1 Basics of communication 
According to Juholin (2006, 16) communication is not only about technical pro-
cesses it is also about the relationships between persons, at that point the form 
of communication is as important as the content of the message. Communica-
tion also has broader meaning it has been found to build up and reinforce cul-
ture, for example the community at workplace. The interaction can happen an-
ywhere at any point from person to person in face to face situation, at interac-
tive level and by using data networks. 
A process is an event which has the beginning and the end. The process of 
communication can be broken in to several parts. These parts are sender, re-
ceiver, message, information, channel, interferences, feedback, interaction and 
context. As a process communication is sending messages or exchange be-
tween sender and receiver. (Åberg 2000, 27) 
2.2 Communication in the organization 
An organization is a group of people which tries systematically to allocate their 
recourses to achieve their goals (Åberg 2000, 56). To achieve their objectives 
working community needs practical communication system. Working community 
cannot work without communication. Staff will not know what to do, what the 
objectives are, how tasks are divided or how staff have been performing, if 
these things are not told to them. The communication of working community is 
the exchange of communication between different parts inside the working 
community. This exchange gives the possibility for working community and its 
members to achieve their goals in different situations. For working community in 
its environment communication is a tool which links different parts together in-
side the working community. 
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Organizational communication is different to a normal one on one personal 
communication between two persons. This communication is exercised in orga-
nized environment which also affects the way communication is arranged. Also 
communication has goals, in addition to individual goals it also supports working 
community’s effort to achieve its objectives. Organizational communication is an 
entity which forms from communication networks in use. The way communica-
tion has been organized and what rules are in place for practical communica-
tion. (Åberg 1997, 31) 
2.2.1 Daily communication 
Juholin (2006, 37-38) writes that one of the communication tasks is daily com-
munication. Daily communication includes the exchange of information and dis-
cussions that are needed to fulfill daily working tasks. 
Daily communication has many levels and dimensions, like 
 Communication between manager and team, unit or department.  
 Communication between members of team 
 Communication between teams and departments.  
 Teams and departments communication with their customers and part-
ners.  
A well working daily communication ensures that tasks will be executed, prod-
ucts or services produced and delivered to customers. It is also important to 
communicate to the staff for them to be aware of all the things that are told and 
offered to external groups. Daily communication is dependent of how practical 
management is executed, what kind of spirit and atmosphere working communi-
ty has, how fair people are toward each other and how open communication is. 
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2.2.2 Building commitment 
One of the most typical goals for internal communication is to commit staff to 
their tasks, working community and their goals. Communication has a key role 
in that. Staff is willing to really commit only by knowing organizations main task, 
goals, economic situation and how near future is looking. Committed person 
feels a sense of solidarity toward its working community, and thus is also pre-
pared to invest in to it in a different ways. Invest for example with work, ideas, 
thoughts and point of views. By being aware of their working community’s status 
and near future personnel is also more motivated. (Juholin 2006, 38) 
2.3 The summary 
This section introduced the basic concepts of communication. As a process 
communication is sending messages or exchange between sender and receiv-
er. Working community cannot work without communication and it needs practi-
cal communication system to achieve goals. The communication of working 
community is the exchange of communication between different parts inside the 
working community. Efficient daily communication ensures that services or 
products are produced and delivered. Internal communication builds up com-
mitment. Committed staff is willing to invest in to the community in a different 
ways. 
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3 INTERNAL COMMUNICATION 
The key content areas of internal communication are: basic information about 
what the organization is, what it tries to achieve and how it tries to achieve it. In 
addition also, the most recent information about where the organization is at the 
moment. The criterion is what kind of information people need to fulfill their 
tasks as well as possible, and experience that process meaningful. Key content 
area which associates with basic information as well as the current information 
is organizations strategy. Poor communication weakens and slows the imple-
mentation of strategy. Poor communication and low interaction will increase 
confusion and misunderstandings, the rejection of change and lack of motiva-
tion. The technology alone for communication is not enough. There needs to be 
urge and ability for open and interactive communication. 
Internal communication is a part of management and a key tool to manage 
tasks and staff. Everyone should be aware of why they are at work, where their 
work effort fits in its entirety in the organization. What the organization is aiming 
for or trying to achieve. The role of management is essential in communication 
of strategy and in daily communication. The more open, confident and individual 
respectful the communication from the management is. The more satisfied staff 
is at their work, their management and the whole organization. Instead of just 
giving small bits when communicating, management should underline a bigger 
picture and look forward. (Juholin 2006, 144-145) 
3.1 The basics of internal communication 
Juholin (2006, 153-158) claims that every organization has some kind of basic 
structure for their internal communication. These principles might have been 
revealed to the staff or even presented as a general written guide to them, but 
sometimes these rules are just executed unconsciously. 
Most organizations include transparency, reliability, timeliness and speed for 
their basics of internal communication. These basics should give staff and 
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teams the needed information about their organizations matters, as complete 
and with shortest notice possible. Other underlined basics are interactivity and 
understandability because only passing information forward is not enough, it 
should be possible to discuss about the received information and it should be 
easily understood. 
Staff should be able to participate in concrete conversations so that everybody 
could understand about what is talked and what does that information means. 
For example openness can be experienced differently depending on who is the 
receiving member. Where one might experience communication as a very open 
interaction, the other might think that the communication is secretive. One of the 
reasons for that is that people are in different positions at work. Other reason for 
that might be that the received information was not understood properly. 
For international organizations setting up criteria for internal communication is 
more difficult than for domestic organizations. Distances, time differences and 
cultural differences are making it more difficult to understand the contents of 
messages. Management plays important role by making sure that everyone re-
ceives and understands the messages locally in international organizations. 
Basics are formed when organization and also teams internally agree on how to 
execute the internal communication and how to pass information forward. Inter-
nal communication should be organized to be creative and flexible. 
While planning and implementing communication, organization should be aware 
of what kind of information and the need to communicate the internal groups 
have. Efficient networks will come up with questions and subjects for discussion 
to which official communication they should adjust. In fact internal communica-
tion is an asset toward which organization should be encouraged and which 
should be utilized at working communities. Sometimes individuals, groups and 
networks from outside the organization could be taking part in the internal 
communication inside the organization. They might be for example partners in 
business or projects, subcontractors or suppliers of raw material. It should be 
clearly restricted, how much and how they can participate with organizations 
internal exchange of information and access to information. Different governing 
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bodies like administration or elected officials do not participate in daily work, but 
it should be decided on how, when and what kind of information they should 
get. 
The arrangement and organization of internal communication is dependent of 
the ways an organization is operating, and its internal culture. Even without 
clear organized internal communication people can be happy with the infor-
mation they get. As long as they know where to get it and how they can influ-
ence during work if they want to do so. New technologies usually tend to 
change the way how communication is organized. With that it is important to 
solve what kind of information should be actively offered to the staff and what 
kind of information should be left for each individual to search for. 
Each individual is responsible for searching of information and passing that in-
formation to those who might need it. Most of the responsibility belongs to man-
agement, specialists and professionals of communication. Though it depends 
on what kind of responsibility and how it has been distributed among these indi-
viduals. Management’s responsibility is usually to tell the situation and the strat-
egy of the whole organization. Then team leaders are responsible that the daily 
work communication works and that the team is informed about its plans, goals 
and the outlook of the near future. 
Juholin (2006, 160-161) continues, the structure of communication will indicate 
which channels and sources people use primarily to search for information they 
need. The evaluation of such structure will help to understand the logic behind 
this process. The better the communication has been organized to serve that 
logic, the more efficient internal communication is. The best way to find out 
about the structure of communication in organization is to study it by asking 
staff about how they collect the information they need. Structure of communica-
tion is organized differently in different organizations. Organizations will usually 
use intranet, email or other internal databases as their main channels for infor-
mation. Some organizations will find usual face to face conversations suitable 
enough for them. 
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3.2 Internal communication channels 
In practice internal communication can be divided in to close and distant chan-
nels. Through these channels communication can be direct or it can be trans-
mitted. For example a direct close channel for communication can be manager 
or colleague. Direct distant channels could be meetings or conferences where 
managers and team leaders will not communicate exactly face to face with their 
staff. Transmitted close channels are usually emails and bulletin board where 
communication is direct but not face to face. Transmitted distant channels could 
be for example newsletters or interim reports. (Juholin 2006, 163) 
Table 1 contains some of the channels an organization can use for different sit-
uations to communicate internally. 
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 Close channels Distant channels 
Direct communication Closest superior 
Management 
Department meeting 
An idea 
Colleagues and friends 
from work 
Conference 
Partners in business and 
union representative 
Meetings and negotia-
tions 
Top level managements 
communication 
Colleagues and friends 
from work in other de-
partments 
Transmitted communica-
tion 
Units bulletin board 
Network communication 
Bulletin board 
Bulletin 
Magazine for staff 
Customer magazine 
CEO’s review 
Annual report 
Network databases 
Network communication 
Public media 
Table 1. Internal communication channels. (Åberg 2000, 174) 
Juholin (2006, 164-166) tells about management communication as follow. The 
basic part of internal communication is manager and subordinate. Internal 
communication between the two is fast and extensive, at the best information is 
exchanged during face to face conversations. Manager has the ability to group 
people to discuss about things. Manager is a key performer in internal commu-
nication who can effect on how people feel at work and how much they are will-
ing to commit there. Manager’s part is to transmit communication to business 
environment and between the staff and the management in the organization. 
Manager transmits messages between staff and top management. Messages 
are also transmitted horizontally to other managers. 
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The communication of management can be divided basically in to three groups. 
The first group contains the strategy of whole organization, plans and changes 
and their effects on the team or group. The second group has the outlook on the 
individuals work, career and the possibilities to develop. Third group contains 
the difficult things and issues on a team and individual level that should be at-
tended to. The strength of the management’s communication is that it builds up 
the sense of being part of organization and it strengthens the commitment of the 
individuals. 
Giving and receiving feedback is important part of communication for manage-
ment. Feedback is part of organizations way to manage and execute tasks. 
Feedback should be part of organizations way of doing its business, or in other 
word culture. It should be viewed as a way to evolve and improve whole organi-
zation. It should be thought through whether feedback should be given to an 
individual in front of someone else or in private. Should feedback be given dur-
ing the working process or after it and should it be given systematically at some 
point, or only at the best time possible. 
Development discussion is a tool to lead individuals. It also gives chance for 
staff to influence their working environment and things that are part of it. To staff 
this discussion gives an opportunity to receive feedback about their work and 
how they perform. A chance to tell their goals, discuss about various things and 
to assure that they can continue to develop their skills. For management devel-
opment discussion gives an opportunity to hear out their staffs thoughts and 
point of views. Management can make sure that both share mutual goals with 
development discussions, and get feedback about their work. 
The requirements for good development discussions are managements 
knowledge of the staffs work fields and that the staff follows their daily work well 
enough. Staff should be prepared for these development discussions and these 
discussions should be held at least once in a year. Four parts of development 
discussion are preparation, the evaluation of works performance, upcoming 
year and monitoring discussion. Development discussions are successful if 
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management understands that they add significant parts to leadership of work 
processes and leadership of the whole organization. (Juholin 2006, 168-169) 
The role of informal meetings is to create and strengthen communication be-
tween colleagues at work. When people meet at lunch or when they exchange 
their opinions informally, new ideas or point of views might come up. Informal 
meetings can also contribute to internal networking between colleagues. Inter-
nal networking is a way to learn and share information or know-how information 
with other colleagues. The role of internal networking has been growing due to 
change of work toward more individual centric work tasks.  
Communication for management is a way to direct organizations creation of 
knowledge and decision making process. This should support basic operations 
of organization. The communication of management is not simply a one way to 
communicate or to inform, but an interactive operation. However interactive 
confrontation and direct close communication is not always possible, especially 
with larger and growing organizations where staff might never meet their top 
management face to face. Communication of top management could be divided 
as follows. Direct communication tries to guide organization in to desired direc-
tion. Indirect leadership influences members of the organization to be prepared 
to make right decisions. Supplementary communication includes unspoken 
communication. (Juholin 2006, 174-177) 
Conferences explained according to Åberg (2000, 176). Conferences are usual-
ly held when important message should be delivered to the whole organization, 
which is usually large. This is the difference between conferences and depart-
ment meetings. Department meetings could be scheduled on regular basis, 
conferences should be held only when needed. When well executed, confer-
ence is a great way to communicate inside the company. The benefits are pretty 
much same as with department meetings. Communication is a two-way com-
munication, direct and close and there is a possibility for dynamic discussion. 
However, conference is a difficult channel to use and requires a lot of prepara-
tion. Top management should use conferences only for the most important 
messages when all of the staff is affected. 
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Bulletin is a basic channel to communicate with. It can change depending on 
who is the receiver and how information is transmitted. Bulletin is short yet fast 
and efficient way to inform the selected individuals. Bulletin should be very neu-
tral, clear and easy to understand. Information should be easily understandable 
and informative on a basic level. Due to that details are left out of bulletin. Bulle-
tin is compact and short in length it could be delivered on a paper or digitally. 
(Juholin 2006, 180-181) 
Intranet is basically a working environment for all the staff. It includes any infor-
mation and tools for the staff to use for their everyday work. Intranet can create 
new culture to communicate inside the company. It is both the channel and the 
environment, a place to store data and a dynamic tool to work with. Intranet has 
developed in to a place to study, plan, co-operate, or for example simply ex-
change information. From managements perspective it is the most personal and 
efficient way to communicate with the teams, although distantly. (Juholin 2006, 
266-267) 
3.3 The summary 
This section discussed the basics of internal communication in general and in-
ternal communication channels. Management has key role in communication to 
ensure that everyone knows what they supposed to do and how they should do 
it. Internal communication should be based on transparency, reliability, timeli-
ness and speed. The structure of communication will give channels and re-
courses for personnel to communicate with. The better the communication has 
been organized, the more efficient internal communication is. In practice internal 
communication can be divided in to close and distant channels. Through these 
channels communication can be direct or it can be transmitted. 
In Cosfim case due to the nature and the structure of the work. There is quite a 
lot of face to face communication to exchange information and execute tasks 
between the staff. Email is used extensively to handle tasks. Colleagues and 
management are important part of the flow of information. 
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4 WAYS TO EVALUATE AND IMPROVE INTERNAL 
COMMUNICATION 
Åberg (2000, 268-281) argues that it is time consuming and expensive to eval-
uate performance of organizational communication. It should be well thought 
through and planned on what should be evaluated and how. Any organized ac-
tivity is made up of processes. Work that is done in some processes can be 
evaluated with the results they provide for the next steps of communication. 
There are a lot of different processes, which is why it should be preferred to just 
focus on the main process. The ways to evaluate these processes can be 
grouped in to three. In some cases effectiveness can be evaluated. If that is not 
possible then quality can be evaluated, also in many cases how effectively re-
courses have been used can be evaluated. 
In theory communication has been effective when it has made changes, thus to 
evaluate its effectiveness it should be compared. Results can be compared with 
set goals. Or they can be compared with earlier results and situation. Results 
can also be compared with the results of the competitors the organization is 
competing with. The quality of communication can be evaluated for example 
with communication benchmarks. The efficiency of the recourses is hard to 
evaluate. Costs can be evaluated but the real efficiency hardly. Best way to 
evaluate the effectiveness of the communication as a whole might be the way to 
look at has the communication helped to achieve the goals of organization. Not 
that has it helped to increase sales or improved total result. 
According to Gillis (2011, 271-282) before beginning the research clear goals 
must be set to understand what is it that research project supposed to achieve. 
To measure the effectiveness of internal communication, first problem should 
be identified and the assess needs. Then a research methodology should be 
developed, research conducted, the data analyzed. After all that, action should 
be taken with commitment to follow-up measurements. 
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There are many different type of ways to conduct a research. For example ex-
planatory research that looks for the reasons behind things. Or initial research 
that establishes benchmarks for the future efforts. There are two basic methods 
of measurement quantitative and qualitative. Quantitative measurement in-
volves numbers and which can be compared whit the results against other data, 
most common form of quantitative measurement is a survey. Qualitative data is 
non-numeric, mostly measured with interviews. Usually surveys can tell what 
people think, and focus groups should tell why people think the way they do. 
Quantitative data can be difficult to analyze. However for example, creating 
charts and tables of data, or looking for significant differences between demo-
graphic groups can help to analyze surveys. Also advanced forms and statisti-
cal analysis could be used. Like correlation analysis, multiple regressions, and 
structured equation modeling. There is no real clear way to analyze qualitative 
data. However the way the qualitative research is executed should get the 
proper answers. Questions should be asked logically in a sequential format. 
Data should be collected in a consistent manner. 
4.1 The definition of evaluation 
Evaluation is a process for organization to improve performance. This process 
is continuous and comprehensive based on set goals by organization for itself. 
In a continuously changing business environment ongoing evaluation is needed 
to support rapid decision-making. Evaluation is based on how business is 
planned and executed with what kind of results are achieved, and what are the 
objects that are in need of improvement or issues in need of instant action to 
resolve. There are no set ways to measure for evaluation. Each organization 
has to do their own evaluation based on their needs and their business plan. 
(Juholin 2010, 30) 
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4.1.1 The principles of evaluation 
Juholin (2010, 31-32) explains that evaluation requires a survey which can gen-
erate neutral and legitimate information from those parts of communication, 
which organization has indicated as essential and important for them. Evalua-
tion should look back and forward. Looking forward is a formative assessment, 
proactive activity, which purpose is to find best possible ways to work. Looking 
back is a summative assessment which evaluates achievements and effective-
ness. Both are needed and they cannot replace each other. Evaluation is short 
term and situational when its focus is on for example on a single communication 
operation. Evaluation is long-lasting targeted at communication effectiveness. 
The evaluation of effectiveness is based on organizations strategy and answers 
question of what are the results of communication and how they serve whole 
organizations objectives. Evaluation is relative and comparative and will not 
give absolute truth about something. In a changing environment it is usually 
more important to know where things are going than try to identify the actual 
situation, for example against the competition. It is more relative to produce es-
sential information for organization to use than a lot ways to measure in num-
bers. Evaluation costs and these costs should be kept in check. Rather than 
having a lot of changing ways to measure, there should be few basic ways to 
measure and that measurement should be done regularly. 
4.1.2 The evaluation as dynamic cycle 
Evaluation of plans should be done by taking future in to account to form current 
situation to understand if organization is doing things the right way. Monitoring 
processes and evaluation stage is about what happens right now or what just 
happened. Evaluation of effectiveness could be done for example once in a 
year to evaluate of how effective communication has been. Developing is the 
most important part of the cycle. This part includes the evaluation of the data, 
the identification and analysis of strengths and weaknesses, the identification of 
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subjects that needs to be improved and a plan for how exactly these subjects 
should be improved. (Juholin 2010, 39-40). This is displayed in modified figure 
1. 
 
Modified figure 1. The dynamic cycle of evaluation of communication. (Juholin 
2010, 39) 
4.2 The research 
Juholin (2010, 70-76) argues that research is a process which proceeds forward 
step by step. It needs research goal or research question, material and re-
search method should be defined, also data needs to be collected and ana-
lyzed. By the end of the process, received answers are examined and evaluat-
ed. This process is displayed in modified figure 2. 
Business 
strategy 
1. Evaluation 
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Modified figure 2. The research process. (Juholin 2010, 72) 
The goal for research should be clear and tangible. It also can have additional 
sub questions. It is important to specify to what purpose research is being done. 
Likewise it should be clear what follows after results are done, to what and how 
results will be utilized. 
Research data and goal for research should define the research method. Quan-
titative research method answers on questions what, how many, how much, or 
how big portion. Qualitative research method answers on questions how, which 
kind of and why. It tries to get information about people’s ideas and experienc-
es. Data means a) persons, to which inquiry is targeted at or whom are inter-
viewed, or b) data in form of text, pictures or sounds, which will be analyzed. 
The smaller the sample is the larger the possibility is there for errors. The mar-
gin of error means uncertainty of the reliability of the results. The result can 
change in the margin to one or other way. 
Quantitative research is done with survey forms. Survey form includes a group 
of questions or statements, to which there are answer options for example at 
range from one to five or one to seven. Survey should not have too many ques-
tions due to the fact that it takes too much time to answer and 15 minutes is a 
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results and 
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good limit for survey. The more questions there are the more likely it is that the 
response percent will decrease. Qualitative research is usually interview study 
with interview theme. The data is collected with interviews and group interviews, 
asking respondents to write answers down. 
The analysis begins with the check of the response percent, which will tell how 
many answered survey. Response percent will tell how reliable survey is. If the 
response percent is too low then the results can only give approximate indica-
tions. Statistical method is used to analyze the results of quantitative research-
es. There are no indicators or technical tools to analyze qualitative research 
data. The goal is to compress the data so that data could be interpret and re-
viewed. 
Juholin (2010, 80) continues that the mere presentation of the survey results is 
not enough. There should be interpretation of what this means, what could be 
concluded based on the results. This is where clear and tangible research goal 
will help, because survey generates a lot of information, but to compress that 
information to more essential meaning goes from answering the research goals. 
4.3 The summary 
This section discussed about how internal communication could be evaluated 
and improved. It is time consuming and expensive to evaluate communication. 
It should be well thought through and planned about what should be evaluated 
and how. Before research, clear goals must be set to understand what is it that 
research project supposed to achieve. It should be clear what follows after the 
results are collected and evaluated, what and how results will be utilized. 
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5 THE STUDY 
The goal for the empirical study was to find out how the staff views everyday 
internal communication at Cosfim. The results from the inquiry then could be 
used as a source for development suggestions. Results and development sug-
gestions then could be used as a reference in the company to make own con-
clusions on the status of the internal communication. 
The objective was to study how well the information flows between all members 
on daily basis. Åberg mentions (2000, 217) that previous studies indicate that 
closest superior is in key position for communication. Personnel will seek out 
information from management for information regarding their tasks, and other 
general information. Even after the development of the digital network commu-
nication, management still seems to be very important for well working internal 
communication. Based on that theory, one of the goals in the study was to eval-
uate how well management communicates in this company. 
Third goal was to find out how important different communication channels and 
tools were for the staff in general. For final assessment the goal was to ask how 
important the internal communication is and how satisfied the staff members 
were in general with it. Final question then gave an opportunity to give free 
feedback on how communication could be improved. 
Theory part in this thesis gave base for the questions in the inquiry. In addition it 
was set up for Cosfim specifically based on the experience and additional in-
formation about the internal communication inside the company. Internal com-
munication is not specifically part of organizational structure. Responsibility for 
flow of information and for fluent communication is divided between the man-
agement. Face to face communication is the most used channel to communi-
cate and email is the most used tool to share and receive information. 
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5.1 The implementation of the inquiry 
Inquiry was done as it suited better for this company and the objective of this 
thesis. Also, due to time being a major issue to execute 11 interviews quantita-
tive research method was chosen. The inquiry had 15 questions in total. (Ap-
pendix 1). Research questions were quantitative for the 14 questions. Last 
question was qualitative as it gave an option for free feedback. The inquiry was 
handed out to 11 persons and all of them participated. Almost all questions 
were statements where answer options ranged from one to five. From “Totally 
agree” to “Totally disagree”. One question asked to evaluate the communication 
channels and tools and one question asked for free feedback. Inquiry was done 
on paper instead of doing it digitally. Due to small sample this approach was 
very convenient. Three to five days were given to answer the questions. 
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6 THE RESULTS 
This chapter reviews answers for all 15 questions in the inquiry. All questions in 
this review are in the same order as they were in the inquiry. (Appendix 1). In-
quiry was given to 11 persons and all persons participated albeit not all of the 
participants answered on every single question. From 11 participants five were 
part of company’s management including the managing director. Answers are 
presented in figures for better presentation. Answers not presented in figures 
had clear majority of the same chosen options, thus they are presented shortly. 
 
Figure 3. There is a good flow of information inside the company. 
In figure 3 54% of the responders somewhat agreed that there is a good flow of 
information inside the company. Two persons disagreed completely. 
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Figure 4. Information is shared very openly inside the company. 
Answers varied from “somewhat agree” to “totally disagree” in figure 4. 
 
Figure 5. Shared information is of high quality and helps to execute my tasks. 
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Majority seem to agree in figure 5 that the information that they receive is of 
high quality and that it helps them with their work. 
 
Figure 6. There is a lot of unnecessary information available. 
Essentially in figure 6 answers were somewhat eventually divided among all 
answer options. 
Question number 5 asked about whether person thinks that he or she com-
municates and shares information well with their colleagues. Six persons totally 
agreed and four somewhat agreed with this question. One person was not sure. 
In general respondents think that they communicate and share information well 
with others. 
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Figure 7. It is easy to communicate with management. 
The idea for Figure 7 was to ask how easy it was to approach the management 
to ask about information or to communicate with the management in general. 
Majority seems to think that management is fairly easy to approach to. 
 
Figure 8. My superior communicates clearly and efficiently 
0
1
2
3
4
5
6
7
totally agree somewhat
agree
neither agree
nor disagree
somewhat
disagree
totally
disagree
0
1
2
3
4
5
6
7
totally agree somewhat
agree
neither agree
nor disagree
somewhat
disagree
totally
disagree
30 
TURKU UNIVERSITY OF APPLIED SCIENCES THESIS | Andrei Anashkin 
Answers in figure 8 indicate that respondents mostly find communication from 
their superior is clear and efficient. 
 
Figure 9. Management distributes enough of information for my tasks. 
Mostly positive answers in figure 9 indicate that there is good flow of information 
from management to their subordinates. 
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Figure 10. I get frequently feedback about my work from my superior. 
The point for claim in figure 10 was to find out how frequently each individual 
gets feedback about their work. 
 
Figure 11. In general management communicates well about the status of com-
pany and coming changes. 
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Knowledge about how company is doing and about possible changes is im-
portant. 70% of answers in figure 11 show that management does not share 
that information enough. 
 
Figure 12. Communication channels and tools. 
Colleagues and face to face communication were very important for the re-
spondents in figure 12. All four communication channels (colleagues, manage-
ment, meetings, face to face communication) were fairly important. One addi-
tional channel was selected not on the list, channel “customers” was regarded 
as very important channel to receive and share information. Only “meetings” 
were regarded somewhat unimportant for two persons. Out of the tools (phone, 
intranet, smartphone, written instructions, email) email is clearly the most im-
portant tool to communicate with. Email was regarded as very important by 10 
respondents. 
Question 12 claimed that available communication tools (email, phone, intranet) 
are efficient enough to share the information and to communicate with col-
leagues in the company. Eight answers totally agreed and two somewhat 
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agreed with only one totally disagree answer. 10 out of 11 persons feel that 
available communication tools are efficient enough at the moment. 
10 persons totally agreed that well working flow of information and good com-
munication is important to execute tasks properly in question number 13. One 
person somewhat agreed. 
 
Figure 13. How satisfied are you with the overall status of the internal communi-
cation in this company? 
Overall respondents are satisfied with the status of the internal communication 
in this company in figure 13. 
Last question number 15 asked for free feedback about how communication 
could be improved in this company. Out of 11 respondents seven gave open 
feedback. All feedback is presented here but it was somewhat modified due to 
translation from Finnish to English and to clarify the answers. 
“More open communication and avoid silence on knowledge.” 
“Information should be shared via training. Trained employees should become 
more dedicated and motivated, also responsible to achieve better performance.” 
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“There should be development discussions.” 
“There should be more efficient and frequent communication from manage-
ment.” 
“Information about changes in the company should be given. Regarding new 
vacancies or if new people are hired.” 
“Company should communicate about changes more openly. For example, 
about new employees, open tasks, visitors and meetings.” 
“There should be meeting from time to time where all could bring problems up 
and clean the air. This should improve communication.” 
“There should be function meetings for import, export groups. Once in a month 
short report of development from managing director.” 
Overall these suggestions are good and some of them give back up for the ear-
lier questions in the inquiry. Some suggestions are unrelated to the questions in 
the inquiry. They add direct ideas from the staff on how communication could be 
improved. 
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7 CONCLUSIONS AND DEVELOPMENT SUGGESTIONS 
The goal for this inquiry was to find out what is the status of internal communi-
cation in the company. The inquiry was handed out to 11 persons and all of 
them returned it back. (Appendix 1). 
Questions from one to five were about the general status of internal communi-
cation in the company. Based on the answers of first five questions, in general 
the everyday internal communication is good. There seems to be fairly good 
flow of information inside the company and information is shared openly. Also 
shared information is regarded of high quality by majority. While respondents 
agree that they individually communicate and share information with their col-
leagues. Some of the respondents felt that there is a lot of unnecessary infor-
mation available. 
These answers indicate while the general status of internal communication is 
fairly good there is a room for improvement. Flow of information could be im-
proved by additional more focused study for example. Also, it could be studied 
why information is not shared openly in some regards. Any unnecessary infor-
mation regardless how much there is of it will definitely hamper the work pro-
cess. It should be looked up on what kind of unnecessary information is availa-
ble and whether it could be reduced. 
The following questions from six to 10 were about management’s communica-
tion in general. Majority of respondents regarded that it is easy to communicate 
with management, their closest superior communicates clearly and efficiently, 
and that management distributes enough of information for their tasks. Based 
on these answers every day internal communication with management is in re-
ally good condition. This good level should be maintained. However not all 
agreed with this and because of that, there may be something to improve. 
Based on the answers for question nine, there should be more of frequent feed-
back from closest superiors. Majority of respondents fairly disagreed that man-
agement communicates well about the status of company and coming changes. 
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Based on the answers to question 10 the communication about the status and 
coming changes should be improved. Theory for internal communication sug-
gests that information about how company is doing and what changes are com-
ing, is regarded very important for all members of the companies and organiza-
tions. 
Colleagues, management and face to face communication are very important 
communication channels for the respondents. Based on these answers face to 
face close direct channels are very important to receive and share information. 
Answers indicate that email is the most important tool to receive and share in-
formation with. There was one additional communication channel which was not 
on the list. Customers were regarded as a very important way to receive and 
share information.  
Eight respondents totally agreed that communication tools available are efficient 
enough to share the information and to communicate with colleagues. To me, 
these answers also indicate where information flows mostly, and which tools are 
the most used for communication. 
10 out of 11 totally agreed that well working flow of information and good com-
munication is important to execute tasks properly. Based on this internal com-
munication is very important in this company. Seven respondents out of four 
were somewhat satisfied with the overall status of the internal communication in 
the company. This leaves room for improvement however overall internal com-
munication is fairly good in the company. 
There were some good suggestions on how communication could be improved. 
Out of 11, seven responded in the last question. Based on these suggestions I 
think that there is demand for more open communication and share of silent 
knowledge. Training should raise confidence and should also prepare personnel 
for possibly more dynamic work rhythm with unfamiliar tasks in different situa-
tions. It should be at least asked from the staff, what kind of development dis-
cussions and meetings are in need and how often they should be arranged. 
There should be more information about changes in the company, vacancies, 
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new employees, open tasks, coming visitors and meetings. Managing director 
could report of development once in a month. This will give insight in to where 
the company is going and what the situation is in the market. Regular meetings 
for import, export groups will give one additional channel form management and 
staff to communicate regularly. 
Based on this study in general the internal communication seems to be good. 
This good level should be maintained, however there are areas that should be 
improved. Feedback should be given more often. Staff should be informed more 
about status of the company and coming changes. It is obvious, that internal 
communication is very important for any company or organization and all im-
provements will lead in to more confident staff and more fluent communication. 
All employees should be better prepared to execute their tasks properly. Better 
communication can also streamline work processes and thus improve the over-
all quality of the work. More confident staff will most likely also feel better at 
work and deal with different situations better. 
Results encourage arranging regular surveys to monitor the status of the inter-
nal communication. This thesis could be used as an example how to evaluate 
internal communication, based on the presented theory and the done inquiry. 
All things considered it was very hard to get this thesis done. This work gave 
great opportunity to learn more and to develop in a different ways. Internal 
communication was very interesting subject to study. The importance of com-
munication might actually be quite underestimated. The author learned a lot of 
small things during the process. Most important part was to learn more about 
how to plan better before implementing, and allocate time for the work during 
the process. How to divide the process in to parts then set goals for them when 
they should be done. This helped to manage time properly and that made it a lot 
easier to do this work. Experience was also gained during the process about 
with how to gather theory parts for the thesis. What theory is relevant and what 
is irrelevant for the thesis. How to prepare for the study, implement it and criti-
cally evaluate it with the theories in the thesis. This experience is valuable and it 
should be very helpful for the author in the future. 
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The inquiry form 
Internal communication is important for any functional organization. This inquiry 
aims to evaluate the state of internal communication in this company in general. 
This inquiry is part of thesis. 
 
THE INQUIRY OF INTERNAL COMMUNICATION 
Please choose your option by circling it 
 
The state of communication in this company 
1. There is a good flow of information inside the company 
1. Totally agree 
2. Somewhat agree 
3. Not sure 
4. Somewhat disagree 
5. Totally disagree 
2. Information is shared very openly inside the company 
1. Totally agree 
2. Somewhat agree 
3. Not sure 
4. Somewhat disagree 
5. Totally disagree 
3. Shared information is of high quality and helps to execute my tasks 
1. Totally agree 
2. Somewhat agree 
3. Neither agree nor disagree 
4. Somewhat disagree 
5. Totally disagree 
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4. There is a lot of unnecessary information available 
1. Totally agree 
2. Somewhat agree 
3. Not sure 
4. Somewhat disagree 
5. Totally disagree 
5. I communicate and share information well with my colleagues 
1. Totally agree 
2. Somewhat agree 
3. Not sure 
4. Somewhat disagree 
5. Totally disagree 
 
Management’s internal communication 
6. It is easy to communicate with management 
1. Totally agree 
2. Somewhat agree 
3. Neither agree nor disagree 
4. Somewhat disagree 
5. Totally disagree 
7. My superior communicates clearly and efficiently 
1. Totally agree 
2. Somewhat agree 
3. Neither agree nor disagree 
4. Somewhat disagree 
5. Totally disagree 
8. Management distributes enough of information for my tasks 
1. Totally agree 
2. Somewhat agree 
3. Not sure 
4. Somewhat disagree 
5. Totally disagree 
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9. I get frequently feedback about my work from my superior 
1. Totally agree 
2. Somewhat agree 
3. Neither agree nor disagree 
4. Somewhat disagree 
5. Totally disagree 
10. In general management communicates well about the status of company 
and coming changes 
1. Totally agree 
2. Somewhat agree 
3. Neither agree nor disagree 
4. Somewhat disagree 
5. Totally disagree 
 
Communication channels and tools 
11. Communication channels and tools are ways to receive and share infor-
mation. How important are these communication channels and tools for you at 
work? Please mark only one option per channel and tool 
 
Very im-
portant 
Somewhat 
important 
Not 
sure 
Somewhat 
unimportant 
Not im-
portant 
Colleagues      
Management       
Meetings      
Face to face 
communication 
     
Phone      
Intranet      
Smarthphone      
Written instruc-
tions 
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Email      
Other channel 
or tool not on 
the list: 
 
 
     
 
12. Communication tools (email, phone, intranet) available are efficient enough 
to share the information and to communicate with colleagues 
1. Totally agree 
2. Somewhat agree 
3. Not sure 
4. Somewhat disagree 
5. Totally disagree 
 
Final assessment of internal communication 
13. Well working flow of information and good communication is important to 
execute tasks properly 
1. Totally agree 
2. Somewhat agree 
3. Neither agree nor disagree 
4. Somewhat disagree 
5. Totally disagree 
14. How satisfied are you with the overall state of the internal communication in 
this company? 
1. Very satisfied 
2. Somewhat satisfied 
3. Not sure 
4. Somewhat unsatisfied 
5. Very unsatisfied 
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15. Please give free feedback about how communication could be improved in 
this company 
 
 
 
 
 
 
 
Thank you for your answers! 
